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• General Overview

– Clifton Larson Alan contracted for outside billing 

– Coordinated billing with Colorado Springs Utilities 
complete; including internal testing, coordinated 
customer services, and monthly billing standard 
operating procedures

– Customer Service Team implemented successfully

– Successful billing for July (xxxx of parcels (CSU and 
nonCSU)
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• Expected Revenues and Total Billings for July
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Staff Reports

 No. Billings Revenue

CSU Bills 135,590          638,314$           

City Bills 19,297            677,950$           

Total Billing for July 154,887          1,316,264$        

Annual Est. Based on July 15,795,172$     
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Customer Service
• Call Center Up and Running: 385-STRM (7876)

– Hire 4 temporary customer service technicians (1 lead position)

– Developed rules and procedures, training manual, FAQs, phone 
scripts

– Implemented system for tracking number of calls, call times, etc.

– Developed and implemented GIS based system for parcel data 
management. Tracks touch points, documents, billing issues and 
resolutions, etc.

– Contracted and coordinated with CLA for billing customer care 
center

– CSU implemented operational call centers coordinated with 
SWENT Customer Service Center
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Customer Service
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SWENT Customer Service
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• Business Rules and Practices
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City Code

• Article 8, Section 14.8.107A, of the City Code states “A stormwater
service fee, calculated as provided in subsection (D) of this Section, 
or as increased as provided in Subsection (E) of this Section, shall be 
imposed on each lot or parcel of real property within the City upon 
which any improvement or development creates an impervious 
surface or surfaces and upon the owners of the benefited real 
property.”

• The code further states in Article 8, Section 14.8.107D, all improved 
or developed property within the City will be charged a fee of $5.00 
per dwelling unit/month on Residential property, and $30 per 
acre/month on Non-Residential property.
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Single Family Residential

Business Rules:
1. All single family residential parcels or units with an active water service 

agreement with Colorado Springs Utilities will be charged $5 per month. 

2. All individually platted single family residential parcels or units without 
an active residential water service agreement with Colorado Springs 
Utilities, but identified as a residential use according to the El Paso 
County Assessors records or verified through site investigation, will be 
charged $5 per month.

3. All individually platted residential duplex, triplex, and quadplex parcels 
or units with or without an active residential water service agreement 
with Colorado Springs Utilities will be charged $5 per unit per month.
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Single Family Residential
– There are135,590 parcels with an active residential water service 

agreement with Colorado Springs Utilities with $638,814 of est. revenues

– There are 6,938 parcels without an active residential water service which 
are platted as an individual parcel. These parcels will be billed directly by 
the City (Not on CSU water bill). 

» These parcels amount to $53,420 per month of revenue ($641,040 
per year)

» 1941 of these parcels are duplex, triplex, quadplex buildings

• Total units of 5687 units

• $28,435 per month of revenue ($341,220 per year) 

• If these parcels where to be build as non-residential the fees would 
generate $12,664.80 per month ($151,977.60 per year)
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Multi-unit Residential

Business Rules:

All master metered residential individual parcels with 5 residential 
units or more will be charged $30 per acre per month. Parcels over 5 
acres, provision F may apply
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Business Rules:

Common areas which are improved or developed will be billed at the 
non-residential rate of $30 per acre. This includes parcels owned by 
Home Owner Associations and Metro Directs, as well as, areas platted 
as “condo plats”

There are an est. 1,031 parcels with $30,703 mo./$368,430 yr. of 
expected revenues

Note:

Although Provision F may apply for parcels over 5 acres, developed or 
improve parcels 5 acres and under must be billed at the acreage in 
accordance with the El Paso County Assessors records.
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Provision F
– For individual parcels of improved or developed non-

residential property larger than five (5) acres in size, in 
determining the size in acres or portion of an acre subject 
to the service fees, the SE Manager shall disregard 
contiguous areas of substantial size which either 

• (1) have not been improved and  remain in a natural state, or 

• (2) which are improved only with pervious grass or vegetative 
coverings, including park land, golf course playing areas, and 
grassed athletic fields; provided, however, that this provision shall 
under no circumstances be applied to exclude from the fees areas 
of grass and landscaping associated with improvements or 
developments. 
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Bill Calculations –
Common/HOA Owned Areas

Pine Creek HOA
• 77 developed or improved parcels

• Total of 56.03 acres

• Billed at the non-residential rate of $30 per acre per month

• Provision F applies for several parcels









Process
• The owner of the parcels completes an appeals request form 

with appropriate explanation within 30 days from the due of 
the initial bill

• The appeal is sent to the Stormwater Enterprise Manager, who 
has 45 days to review and provide a written response

• If the owner is unsatisfied by the Stormwater Enterprise 
Manager’s decision, they can appeal to the Public Works 
Director or elect for a hearing with an independent hearing 
officer

• The Enterprise has received 13 appeals relating to 15 parcels
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Executive session for the purpose of consideration and 
discussion of records which are protected from disclosure 
under state statute, pursuant to C.R.S. § 24-6-402(4)(g), as 
adopted by the City Charter. In this case customer billing 
information is protected under C.R.S. 24-72-204(3)(a)(IX) 
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